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Which of the following strategies is a technique used to put people at ease? 


Select one: 
Speaking softly ¥ 
Making eye contact * 
Mirroring body language ¥ 


Leaning  * 5 ENA a 
fone Rose Wang (ID: 113212) this answer is incorrect. Leaning forward does not 
necessarily put someone at ease. 


Marks for this submission: 0.0/1.0. 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify methods of making others comfortable. 
BACKGROUND: 


The idea of mirroring body language to put people at ease is commonly used in interviews. Mirroring the 
body language of someone else indicates that they are understood. Mirroring body language makes others 
feel accepted and creates a bond and is a phenomenon that occurs naturally between family members and 
friends. Mirroring other's body language and speech patterns is one of the most powerful ways to build 
rapport, 


RATIONALE: 

Correct Answer: 

(Option #3): Mirroring body language can put others at ease and make them feel more comfortable. 
Incorrect Answers: 


(Option #1): Speaking softly may not put someone at ease as they may not fully understand the speaker. 
(Option #2): Direct eye contact may cause discomfort in others. Eye contact varies from person to person. 
(Option #4): Leaning forward does not necessarily put someone at ease. 


TAKEAWAY/KEY POINTS: 
Mirroring body language is a way of making others more comfortable. 
REFERENCES: 


[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. 
McGraw-Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student_view0/chapterd/indexhtml. 


[2] Fonseca T. Mirroring body language. https://www.scienceofpeople.com/mirroring/ 
The correct answer is: Mirroring body language 


Which of the following can signal a lack of interest or an unfriendly attitude and may make therapeutic 
communication difficult to achieve? 


Select one: 
Empathy * 


Crossed ¥ x 
arms Rose Wang (ID:113212) this answer is correct. Non-verbal communication such as a 


slouched posture and crossed arms may create an unfavourable emironment and lead to 
negative patient outcomes. 

Questioning X% 

Eye contact * 


Marks for this submission: 1.0/1.0. 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify methods of patient communication that may lead to unfavourable outcomes. 


Question 3 
1D: 3712 


Corect 


BALKGKUUND: 


Body language is a very important means of communication. For instance, crossed arms may indicate 
impatience, hostility and skepticism while an open posture may indicate friendliness and promotes a 
welcoming environment. It is important to maintain appropriate space between you and the other speaker. 
Most people do not enjoy those that stand very close to them, encroaching on their personal space. Facial 
expression can be used to show understanding, sympathy, non-judgement, interest, etc. Eye contact can 
show interest but should be balanced between strong, constant eye contact and minimal eye contact which 
may show disinterest. 

When questioning a patient, ensure to ask open-ended questions where possible to gather as much evidence 
as efficiently as possible. Questions should be to gather more information or further investigate points 
brought up by the patient. Questions should be free of doubt or of a demeaning nature. 

RATIONALE: 

Correct Answer: 


(Option #2): Non-verbal communication such as a slouched posture and crossed arms may create an 
unfavourable environment and lead to negative patient outcomes. 


Incorrect Answers: 


(Option #1): Empathy can increase the friendliness of an interaction. 

(Option #3): Questioning may show others you are interested in the conversation as long as there is an 
absence of doubt or dismissal. 

(Option #4): Eye contact can show interest and create a beneficial patient relationship. 


TAKEAWAY/KEY POINTS: 


Some non-verbal communication such as minimal eye contact or crossed arms may show disinterest to the 
patient and create an unfavourable environment. 


REFERENCE: 


[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. 
McGraw-Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student_view0/chapterd/indexhtml. 


The correct answer is: Crossed arms 


If a patient asks a question that is beyond the scope of your practice, the best response would be to: 


Select one: 


Make your best guess based on what you know * 


Change the subjact * 
Tell the patient that ¥ 3 

A EE Rose Wang (ID:113212) this answer is correct. Putting in the research 
E E and time to answer a patient's question and reporting back to them is 


the best option in this scenario. 


Give them a book on the subject * 


Marks for this submission: 1.0/1.0. 

TOPIC: Communication & Education 
LEARNING OBJECTIVE: 

To identify how to manage patient inquiries. 
BACKGROUND: 


Patients often ask questions that require research or a reference search. Avoid rushing your answer to satisfy 
the patient. When a question is outside of your scope, take time to research the necessary references and 
provide a conclusion in patient-friendly language. Changing the subject, dismissing the question or providing 
an educated guess may not provide the best answer for a patient. Avoid giving resources or directing 
patients to references as you have the training to appropriately find answers in these resources. 


RATIONALE: 
Correct Answer: 


(Option #3): Putting in the research and time to answer a patient's question and reporting back to them is 
the best option in this scenario. 


Incorrect Answers: 


(Option #1): Guessing is not the best option in this scenario. 
(Option #2): Changing the subject does not answer this patients’ questions 
(Option #4): Giving a patient resources for them to sift through is not the best option. 


TAKEAWAY/KEY POINTS: 


Patient questions sometimes require time and research before a proper answer is given. Do not rush your 
search in order to provide an educated guess or quick answer. 


REFERENCE: 


[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. 
McGraw-Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student_view0/chapter4/index:html. 


The correct answer is: Tell the patient that you will find them the correct answer 
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Correct 
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What is the best way to ensure given information has been understood by a patient? 


Select one: 


Speaking X 


Soy Rose Wang (ID:113212) this answer is incorrect. Speaking slowly may help those with 


hearing difficulties, but is not the best choice. 


Maintaining eye contact X 
Having the patient repeat their chief complaint X 


Having the patient repeat information Y 


Marks for this submission: 0.0/1,0, 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify appropriate methods of confirming given information. 
BACKGROUND: 


Whether its counselling a patient on a new medication or giving them medical advice, it may be useful to see 
if they have retained any information. Many patients may nod and say they understand but in reality they 
may have only captured pieces of the information given. To confirm they have fully understood your 
directions, having them repeat back information is a key strategy in order to confirm they understand the 
given information. Speaking slowly, using patient friendly language and maintaining eye contact are 
beneficial ways to convey your information. 


RATIONALE: 

Correct Answer: 

(Option #4): Repeating information shows whether a patient is understanding given information. 
Incorrect Answers: 


(Option #1): Speaking slowly may help those with hearing difficulties, but is not the best choice. 
(Option #2): Maintaining eye contact is beneficial for patient interactions but does not necessarily 
demonstrate an understanding of information. 

(Option #3): Maintaining eye contact is beneficial for patient interactions but does not necessarily 
demonstrate an understanding of information. 


TAKEAWAY/KEY POINTS: 


Having a patient reiterate given information is an excellent way to confirm they understand important 
information. 


REFERENCE: 


[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. McGraw- 
Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student_view0/chapter4/index.html. 


The correct answer is: Having the patient repeat information 


You are asked to complete a presentation regarding the implementation of the Institute for Safe 
Medication Practices (ISMP) recommended practices for reducing medication errors at your hospital. 


Your target audience should include: 


Select one: 


Medical laboratory technicians % 
Portering and housekeeping staff * 


Nurses, allied  ¥ 7 3 z 
health Rose Wang (ID:113212) this answer is correct. Medication safety is a concern 


prolegdtanals for every health care professional that provides patient care. Physicians, 
APA nurses, dieticians ete and pharmacists can all benefit from this type of 
presentation. 


Nurses, doctors, and patients * 


Physicians only X% 


Marcs for this submission: 1.9/1.0. 
TOPIC: Communication & Education 
LEARNING OBJECTIVE: 

To understand a target audience for an ISMP safe medicines presentation. 

BACKGROUND: 

Medication safety is a concern for every health care professional that provides patient care. Physicians may 
learn about the “Do not use" list of abbreviations by ISMP. Nurses, dieticians and pharmacists can benefit 
from ISMP practices since they receive verbal orders from physicians. Another pertinent issue may include 
awareness of ISMP's "High Alert Medications," which ISMP refers to as a list of medications that may cause 
significant harm if used incorrectly. In regards to these high-al 


Question 6 


1D: 43982 
Corect 


Fag question 


(Sareea 


ten oraenng, storage, preparauon, ania auministauon Dy, 1V1 example, putung processes in place to niit 
ready access to them, using clear auxiliary labels or automated warnings about their possible dangers, and 
putting redundancies in place to reduce the possibility of errors such as automated or independent double 
checks. As a result, education about safe medicine practices is relevant to physicians, nurses, pharmacists 
and other health care professionals involved in patient care. 

RATIONALE: 

Correct Answer: 


(Option #3): Medication safety is a concern for every health care professional that provides patient care. 
Physicians, nurses, dieticians etc and pharmacists can all benefit from this type of presentation. 


Incorrect Answers: 


(Option #1): Medical laboratory technicians are not involved in medication administration and 

would not benefit from this presentation about reducing medication errors. 

(Option #2): Portering and housekeeping staff are not involved in medication administration and would not 
benefit from this presentation about reducing medication and medical errors. 

(Option #4): Patients will not benefit from the strategy of safer medical practices in your presentation. 
(Option #5): Medication safety is a concern for every health care professional that provides patient care. 
Physicians, nurses, dieticians etc and pharmacists can all benefit from this type of presentation. 


TAKEAWAY/KEY POINTS: 


An educational session on safe medicine practices would benefit all those directly involved in patient care. 
This may include physicians, nurses and pharmacists. 


REFERENCES: 


[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. McGraw- 
Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student_view0/chapterd/index.html. 

[2] High-Alert Medications. ISMP Canada. https://ismpcanada.a/resource/highalertlist/. 

[3] ISMP List of High-Alert Medications in Acute Care Settings. 

ISMP. https://www.ismp.org/sites/default/files/attachments/2018-08/highAlert2018-Acute-Final.pdf. 


The correct answer is: Nurses, allied health professionals, and physicians 


You are asked to complete a presentation regarding the implementation of the Institute for Safe 
Medication Practices (ISMP) recommended practices for reducing medication errors at your hospital. 


All of the following information should be included in this presentation EXCEPT: 


Select one: 
‘Do not use' abbreviations X% 
Discussion-on how errors reported in the facility relate to ISMP practices X 


Therapeutic. ¥ 


iaeieetion ok Rose Wang (ID:113212) this answer is correct. A lack of knowledge of therapeutic 
medications indications and the efficacy of drugs is not considered to be a safety issue unless it 
iva can be linked to errors due to lack of knowledge of the drug being prescribed. 


Process of reporting medication errors % 
High-alert medication lists * 


Marks for this submission: 1.0/1.0. 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify appropriate educational material for health care professionals. 
BACKGROUND: 


When creating an educational session on ISMP safety, it is important to narrow the focus of the objectives. 
Discussing the lack of knowledge of therapeutic indications and efficacy of specific drugs is not considered to 
be a safety issue unless it can be linked to errors due to lack of knowledge of the drug being prescribed. For 
example, if you notice errors with new oral anticoagulants prescribed to an appropriate group of patients 
that lead to adverse events, then education regarding therapeutic indications would be provided, but in the 
context of providing education (e.g. academic detailing sessions). Other helpful topics to include in this 
presentation may be the ‘do not use’ abbreviations and high-alert medication lists. The process of how a 
drug is dispensed by the pharmacy, who can transcribe orders in the hospital, and how errors are 
documented internally and externally are also options for a safe practices presentation. 


RATIONALE: 
Correct Answer: 

(Option #3): A lack of knowledge of therapeutic indications and the efficacy of drugs is not considered to be 
a safety issue unless it can be linked to errors due to a lack of knowledge of the drug being prescribed. 
Incorrect Answers: 

(Option #1): ‘Do not use’ abbreviations as well as high-alert medication lists should be reviewed. 

(Option #2): The link between error reporting and ISMP practices should be reviewed. 

(Option #4): Review of the process on how to document errors internally and externally should be reviewed 


so that the audience is aware of this process 
(Option #5): High-alert medications should be reviewed. 


TAKEAWAY/KEY POINTS: 


Question 7 
1D: 3707 
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Question 8 
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Fag question 


when alscussing saie medicine precuces in an educauunel session, ulscussing Uerapeuue INUICAUUNS snout 
not be included unless there is a pattern of unsafe prescribing leading to adverse events. 


REFERENCE: 
[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. McGraw- 


Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student_view0/chapter4/index.html. 


The correct answer is: Therapeutic indication of medications used 


You have been given a new prescription for lorazepam 1 mg to be taken once daily from Dr. Mullen 
for 30 days, The patient already received 30 tablets of lorazepam four days ago with the instruction to 
take 1 tablet at bedtime. This was based on a prescription from Dr. Abek who works at a different 
clinic. 


What is the next most appropriate step? 


Select one: 


Do not dispense and send the patient to another pharmacy % 
Call the police since she is multi-doctoring * 


v 
N Rose Wang (ID:113212) this answer is correct. The prescribing physician should be 
ai called only ifthe patient gives consent and the patient's medication history should bs 
OE discussed prior to any dispensing. The physician may refuse to release the 
situation prescription after this information is disclosed to them. 


Call Dr. Abek and explain the patient's medication history % 


Marks for this submission: 1.0/1.0 
TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify appropriate steps in a case with multiple doctoring medications. 

BACKGROUND: 

Under the Controlled Drugs and Substances Act (CDSA), a person who has received a prescription for a 


narcotic shall not seek or receive another prescription or narcotic from a different physician without telling 
that physician about every prescription or narcotic that he or she has obtained within the previous 30 days. 


The prescribing doctor should be called with the patient's consent and the patient's medication history 
should be discussed prior to any dispensing. The doctor may refuse to release the prescription after this 
information is disclosed to the physician. Police do not need to be involved since it is a legal document (not 
stolen, forged). It is professionally unacceptable to not take responsibility. You should deal with this issue by 
calling the prescribing physician. 


Privacy is not an issue with this case, because you can assume that you have a patient's implied consent to 
share information with other healthcare providers within the "circle of care" and the physician who prescribed 
the medication definitely falls under this circle of care. 


A patient can withdraw this implied consent by expressly stating in writing that you cannot share their health 
information with other healthcare providers. But even then, you can still override their wishes and can contact 
the physician in most provinces and territories if you believe the disclosure is necessary to prevent "bodily 
harm to an individual or a group of individuals.” A patient causing harm unto themselves through the abuse 
of narcotics qualifies for this exception. 


RATIONALE: 
Correct Answer: 


(Option #3): The prescribing physician should be called only if the patient gives consent and the patient's 
medication history should be discussed prior to any dispensing. The doctor may refuse to release the 
prescription after this information is disclosed to the physician. 


Incorrect Answers: 


(Option #1): It is professionally unacceptable to not take responsibility. You should deal with this issue by 
calling Dr. Mullen. 

(Option #2): Police do not need to be involved since it is a legal document (not stolen or forged). 

(Option #4): Calling Dr. Abek is not the best answer as Dr. Abek's prescription is already filled. As a result itis 
not as concerning when compared to Dr. Mullen's prescription which you have in your hands. 


TAKEAWAY/KEY POINTS: 


When a patient appears to be double doctoring, the most recent prescribing physician should be contact to 
confirm the prescription. 


REFERENCE: 


[1] Government of Canada. Controlled Substances. https://www.canada.ca/en/health-canada/services/health- 
concerns/controlled-substances-precursor-chemicals/controlled-substances.html 


The correct answer is: Call Dr. Mullen and explain the situation 


A direct order is NOT: 


Select one: 


Question 9 


1D: 3723 


Incorrect 


A verua UIUer YIVEr! a> taie Is Neeueu a 


Developed ¥ ‘ 
aheadio? Rose Wang (ID:113212) this answer is correct. A direct order is an example of 


delegation which initiates a specific intervention or treatment to be delivered at a 
specific time when care is needed and is not developed ahead of time. 


time 
One order given for one patient * 
A written order given as care is needed X 


An example of delegation 3 


Marks for this submission: 1.0/1.0. 

TOPIC: Intra- and Inter-Professional Collaboration 

LEARNING OBJECTIVE: 

To review types of delegation. 

BACKGROUND: 

Delegation occurs when an authorized health care professional who can perform a controlled act passes on 
that authority to another health care professional who would otherwise be unable to perform that act. 
Typically, delegation is outlined either through a direct order or through a medical directive. A verbal or 
written direct order occurs for one particular patient and initiates a specific treatment or intervention to be 
delivered ata specific time e.g. a physician asking a pharmacist to renally dose adjust a particular patient's 
medications. On the other hand, a medical directive is a written order developed ahead of time that can be 
carried out many times as long as the patient meets the criteria set out in the directive. An example of a 
medical directive is a physician permitting a pharmacist to order lab tests for a particular group of patients in 
a jurisdiction where they would otherwise not be able to. 

RATIONALE: 


Correct Answer: 


(Option #2): A direct order is an example of delegation which initiates a specific intervention or treatment to 
be delivered at a specific time when care is needed and is not developed ahead of time. 


Incorrect Answers: 


(Option #1): A direct order is an example of delegation which initiates a specific intervention or treatment to 
be delivered at a specific time. It can be communicated verbally or can be written. 

(Option #3): A direct order is an example of delegation where a specific intervention or treatment is 
delivered at a specific time and for one particular patient. 

(Option #4): A direct order is an example of delegation which initiates a specific intervention or treatment to 
be delivered at a specific time. It can be communicated verbally or can be written. 

(Option #5): A direct order is an example of delegation which initiates a specific intervention or treatment to 
be delivered at a specific time. 


TAKEAWAY/KEY POINTS: 


A direct order is an example of delegation which initiates a specific intervention or treatment to be delivered 
at a specific time. It can be communicated verbally or can be written and is not developed ahead of time. 


REFERENCE: 


[1] Medical Directives and the Delegation of Controlled Acts. OCPinfo.com. https://www.ocpinfo.com/regulations- 
standards/practice-policies-guidelines/medical-directives/. 


The correct answer is: Developed ahead of time 


Which of the following terms is synonymous with rapport? 


Select one: 
Caring relationship Y 


Showing x 


ieia Rose Wang (ID:113212) this answer is incorrect. Good rapport involves showing 


understanding, but this is not synonymous with rapport. 
Showing kindness % 
Showing Interest X% 


Marks for this submission: 0.0/1.0. 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify key terms describing optimal patient communication. 
BACKGROUND: 


Building a rapport or relationship with patients may lead to enhanced outcomes. Gaining trust and 
confidence in a healthcare professional whether it be a pharmacist or physician will help the patient feel 
understood and welcome. 

RATIONALE: 


Correct Answer: 


Copyright 
trademark: 


PharmAchieve Corporation Ltd. and the 


f the Pharmacy Examining Board of Canada (PE! 


(Option #1): Rapport is detined as a healthy relationship in which the people involved are understanding ot 
each other and communicate well. 


Incorrect Answers: 


(Option #2): Good rapport involves showing understanding, but this is not synonymous with rapport. 
(Option #3): Showing kindness is part of building good rapport, but it is not an exact synonym for rapport. 
(Option #4): Showing interest is part of building good rapport, but it is not an exact synonym of rapport. 


TAKEAWAY/KEY POINTS: 

A rapport can be defined as a relation; connection, especially harmonious or sympathetic relation. 
REFERENCE: 

[1] Rapport [definition]. Oxford Dictionaries. http://www.oxforddictionaries.com/definition/english/rapport. 
The correct answer is: Caring relationship 
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